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Section- A

Write Short Notes on any THREE out of the Following Questions. Each question

carries 5 Marks.
Marks: 3*5 =15

A 1. Appeal Process
A 2. Competency Based Performance Assessment
A 3. Coaching Vrs. Mentoring
A 4. Normalization Process & Bell Curve
A 5. Roie of HR Department in PMS
Section- B

Answer any TWO of the Following Questions. Each Question carries 10 Marks.
Marks: 2*10 =20

B 1. Describe salient features of Balanced Scorecard. Critically analyze its use for
performance management in corporate organizations with suitable examples.

B 2. Explain the importance of communication plans in Performance Management System.
Suggest a Communication Plan for implementation of PMS in a Retail Company having 75
Retail Outlets at different rural and urban locations in India..

B 3. What are the possible Rating Errors in PMS? What are the steps that you would like to
take to minimize them in a company of your choice?

Section- C : Compulsory Case Study (15 Marks)

Analyse the Case (see the attachment) and answer the following questions:

C 1.To what extent the Performance Management Practices in TSC are justified or
unjustified?

C 2 . How do the work processes in TSC impact PMS? Suggest what should be done to
avoid the problems being faced at TSC.



not bemg.met; At risk was not‘only the pro;éct but a hit to reputation in the market which would
~be difficult to-wash away. The fear of liquidated damages was another factor. Mr. Brown wanted to

know how this situation emerged and who was responsible’ for this mess.

Hlstory of Technology serwces Corporatuon

TSC was one of the world Ieaders in the IT and professional services industry. The company was
¢ founded in the late 1950s in the USA by two amateur programmers who correctly gambled on IT

“services rather than on manufacturing. They initially started with developing accounting software for
Il firms. Late 1950s, they shifted to development of system software for different computer
antfacturers. By 1960s, TSC shifted from serving manufacturing companies to servicing user or-
gamzations providing integrated computing and communication services. Acquisitions of small play-
ers in this niche market provided technical competencies and allowed them to scale up and become
the leading provider of IT services, in terms of customized software and integrator of different
software, hardware and communication systems.
From 1960s to 1980s, TSC grew aggressively by acquiring companies in Canada, Europe and
Australia. It had grown to provide management consultancy along with technical services, and later
on. started providing outsourcing services to countries in western hemisphere. It has now located in
75+ countries with more than 100,000 employees.
TSC’s India operations began in 1991. From that point in time, it had grown to become one of
- the top 10 1T services firms in India, offering IT services ranging from cloud computing, cyber
security, mobility, applications and infrastructure management, to business and technology consult-
ing, systems integration and industry-specific solutions. It has more than 25,000 professionals in
locations in Bengaluru, Chennai, Indore, Hyderabad, Mumbai and Noida.

Orgamzatlonal Structure

TSC, India was so structured so that it could scale up (or down) based on | business requirements (see
- Figure €23 for organizational structure; given the large number of business units only a sample has
- ‘been. shown;. at the time the case was ‘written, there were |4+ business units). The critical staff
- functions—Finance,. HRM, Information Ser\nces and Internal Audit—were treated as permanent
depantments As new accounts were added on, a separate unit was added on with a Business Head
.;,takmg/.care of the unit and reporting directly to Managing Director, Mr. Brian. Within each unit, there
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